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The “Instances of Excellence” program stems from a belief 
that employees must do the right thing, the first time, every 
time. Our program establishes a system of recognizing and 

celebrating those Instances of Excellence in the hope of 
fostering a culture that is dedicated to excellence in 

customer service and patient care. 

Instances of Excellence 
D e t r o i t  V A  H e a l t h c a r e  S y s t e m  

Instances of Excellence Report from Veterans 
Valencia Worthy - She goes out of her way to assist her co-workers and make sure patients on the floors are 
taken care of.  Mrs. Worthy makes sure that supplies are stocked in the MSD to the best of her ability.  She is a 
hard worker and a team player. 
Dr.  Mathews - Cardiology - I would like to say that I have been in the VA hospital system since 1974 and Doc-
tor Mathews in Cardio is as caring and concerned a doctor as I have crossed paths with. He listens to me, he 
calls me at home to check on me and always is concerned about my best interest. Thank you. 
Dr. Ramachandra - Care Team A - I would like to acknowledge my provider and her team as a wonderful team 
in firm A.  You see, they inform me as soon as they can when my test results are in or in the form of a letter.  
Anyone who deals with her and her team do their job very well and I feel they should be recognized.  Oh, her 
name is Dr. Ramachandra and now with secure messaging they get back to me as soon as they can.  Thank you 
in honoring them. 

April Evans - Eye Clinic - Helped me with my glasses. 
Tyrone Parker - Travel - On 10/01/13 I lost my personal documents in the area near the travel office.  And 
this employee, Tyrone Parker, found my papers and held them to turn into business practice for safe keeping to 
be returned to me.  But after I checked all the areas I went to I returned to travel and he returned my papers to 
me. 
Charmaine Ricks - Switchboard Operator - Charmaine takes time with Veterans, very calm, upbeat and friend-
ly.  Great voice and personality, very warm and extremely helpful! 
Ms.  Cass - Ms. Cass went beyond the Call of Duty in making sure that I got to my job placement site on time, 
and picked me back up to make sure I got back safe.  I want to thank her. - She should be acknowledged. 
Aaron Rice - Emergency Department - Aaron Rice aide in Emergency Department performed his duties in 
very professional and courteous manner.  It is easy to report negligence to 
the Patient Advocate but sometimes the other side of the coin goes by with-
out taking time for excellence in services performed.  Aaron, under Dr. 
Faber's limited assistance cleared an extended problem as a professional 
artist with his knowledge applied to the tools of his trade.  Hip Replace-
ment, Carpal Tunnel Relief, Annual AAA checkup and PHN relief renders 
some expertise in service performed at the VA Hospital venue.  Thank 
You. 
Eye Clinic - I had an eye injury.  She went out of her way to squeeze me in 
that day. 
Cassandra Webb - Domiciliary - As a new client in the building, Ms. Cass went above and beyond the call of 
duty by going into the community to gather clothing for my interview. 
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Instances of Excellence 

Dr.  Martin - Home Health Care - I am writing because on September 26, 2013, I had an appointment with 
Hand & Plastics. During the appointment, I met with Dr. Martin, who did the general consult and preliminary 
check-up. I am writing because of my experience with her. I would just like it known that she was friendly, thor-
ough, and took the time to answer every question I had, no matter how long it took. She took the time to make 
sure I knew what was being done and why, and that I was comfortable with the steps being taken. In my opin-
ion, Dr. Martin went above and beyond "satisfactory" and tailored the exam to me, which is all too rare in to-
day's world. To find a doctor that seems to truly care about the patients and love the job at the same time is 
something that needs to be acknowledged. And all too often people overlook when someone does good, only to 
report when something bad happens. Dr. Martin deserves recognition for her performance and I only hope that 
this message shows a fraction of my gratitude.  Thank You. 
Youli Piscopo - A5S - With her kindness, compassion and willingness to spend time with patients in the Hos-
pice & Short Stay area, I have noticed her exceptional attitude, thus making not only Short Stay but Hospice 
patients as peaceful and therapeutic as possible under any and all conditions.  Hats off to her for Excellence in 
Patient Care!  I will come back to the floor to visit & thank her and the A5 South team. - Listening to patient's 
needs. 
Lenore Burney - Domiciliary - I had MRSA + MRSSA which was very serious and Ms. Lenore was the only RN 
that listened to me about what medicine works for me and gave me the Motrin that finally broke my 103 degree 
fever.  I feel that was crucial to my system which could have ended very badly.  It may seem like it's a small mi-
nute thing to everyone, but I know it was the key to my recovery process to start.  I thanked her, but feel it's the 
little things she does that are appreciated. 
Emma Bereea - Optometry - Through careful and diligent examination of my eyes for vision and retina and 
optic nerve problems.  This resident detected a very difficult to detect retina tear that if went undetected could 
have torn more over time resulting in significant loss of vision in my left eye.  I will be forever grateful to her for 
her fine work today.  The tear was corrected with lasers by a retina specialist today.  This resident represents the 
highest standards of care that all residents and staff alike are to strive for in treating us Veterans as stated in the 
mission statement of this VA medical Center. 

VCRRC - The staff especially the female members are always pa-
tient, kind, and friendly. 
Dr.  McArthur - Sleep Clinic - I just realized that this spot to rec-
ognize excellence at the VA exists.  I want to let you know that Dr. 
McArthur helped me tremendously with my sleep issues with just a 
few appointments.  He worked very hard to understand my prob-
lems and to find a way to resolve them, all while scheduling 
around my somewhat restrictive work hours.  I hope to see him 
more to deal with one unresolved issue, but he has helped me to 
get some badly needed sleep and to sleep through the night with 
regularity for the first time in years.  Also, a big thank you goes out 
to the people who decided to create such a high-functioning and 

badly needed sleep center at the VA, and those people who had the foresight to hire Dr. McArthur as part of 
that effort.  I hope not to visit very often, but it is good to know that quality people will be there when I do visit. 
Dr Mungara - Primary Care - I want to let Dr. Mungara and her medical team know how much I appreciate 
the careful and attentive service that they have provided to me during my visits to the VA.  The staff tries hard 
to be pleasant and helpful while working to keep things moving, and Dr. Mungara always takes the time to listen 
to my concerns and do whatever is within her power to help me.  I hope to continue to have her as my VA pri-
mary care physician for quite some time to come. 
Riley - VCRRC - I came broken with a discharge of less than honorable and he took me in; the others said no 
and had to be told to let me in by an admin.  Riley showed heart.  I appreciate him. 
VCRRC - To all at VCRRC: Thank you for the sack of food that you put together.  It meant and means "a lot".  
I don't think I have ever met such a bunch of dear hearts.  You folks are loved, here and above. 
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Instances of Excellence 

Karen Sharpes - Very pleasant, knows her job very well. 

Lisa - Women's Clinic - Always goes the extra mile to help.  Makes sure things are followed thru. 
Youli  - A5S - This nurse would always be concerned with my problems I had mental and physical.  Made sure I 
always felt alright, had clean clothes, towels, etc.  Would always ask about my meals, seems to care about all pa-
tients.  All nurses and employees could learn a great deal in learning how to treat people from Ms. Youli. 
Erica David -  Every time I come to my firm a young lady, Ms. David, is always so nice and helpful.  I would go 
to the firm just because I know she would be nice and ask me how was my day and make me feel important.  I 
just want to say thank you to her because she saved my life. 

 

Instance of Excellence Report from Employees 
 
Social Workers - This is a brief letter to commend and thank all the social workers for their outstanding docu-
mentation in CPRS.  In the Call Center, the telephone triage nurses contact Veterans within 24-48 hours of 
discharge.  We review your progress notes for additional information.  On occasion, the Veteran's contact infor-
mation in CPRS demographic section was not up to date.  The progress notes/ documentation from the social 
workers helped us tremendously with locating where the Veteran was discharged to, a telephone number to 
reach the Veteran, and community resources referred to the Veterans and family.  This contributed to the de-
partment meeting the target set at 75% of Veterans contacted within 24-48 hours of discharge.  The follow up 
calls made by the telephone triage nurses ensures all aspects of the Veteran's care were met.  On behalf of the 
Call Center Telephone Triage Section, we thank you for your continued support.    
Marvin Howell - VCRRC - Organized donations and items for Vets in storage for operations to run smoothly. - 
Great Team Work. 
Tramaine Hughes-Davis - Primary Care - My colleague and I needed assistance with getting Veterans registered 
for a healthier living workshop. Tramaine offered her assistance without hesitation to ensure that Veterans were 
registered.  She collaborated with us to overcome barriers.  She displayed consistent professionalism and went 
over and beyond the call of duty. 
Travel - The travel unit staff are consistently kind, professional and dedicated to helping.  This was not always 
the case in the past.  They are always receptive and willing to help with my blind Veterans, many of my requests 
are a little out of the norm.  They help make my patient care issues easy/easier to resolve. 
Kathleen Cobb - Surgical - Kathy is a dedicated team player.  No matter the request, she is always willing to 
help when the goal is focused on the patient's needs. 
Mental Health - VCRRC - On three recent and separate occasions, the most recent being Tuesday, October 22, 
2013 the afternoon peer support specialists and social work staff from the VCRRC provided outstanding Veter-
an centered care.  Today, a Veteran needed transportation from the JDDVAMC ED to a friend's home in order 
to return to family and support the Veteran's recovery.   VCRRC peer support and social work responded to 
help within 30 minutes, engaged the Veteran and assisted him to return to his friend and family.   On a second 
occasion, a Veteran presented to the JDDVAMC ED.  He had not eaten of showered for three days.  After ED 
staff fed and medically cleared the Veteran, VCRRC social work and peer support staff responded to the ED, 
transported the Veteran to the VCRRC where they offered a shower, clothing, further engagement and he was 
ultimately placed in a local shelter.  On all occassions VCRRC peer support and social work staff listened closely 
to the request, responded quickly, with an appropriate intervention which resulted in a satisfied Veteran. 
Clifford Moss - On Friday 10/25/13 at 2 pm this employee saw a Vet walking very slowly with his walker from 
the employee parking lot to the center of the buildings.  He told him to stop.  Mr. Moss walked thru the hospital 
until he found a wheelchair then went back to take the Vet where he needed to be. 
Patricia Halliburton - Mental Health - On Friday, November 1, 2013 Ms. Halliburton spent extra time with a 
Veteran's family who was recently diagnosed with dementia.  Ms. Halliburton skillfully helped the family accept 
this new diagnosis and provided care coordination all on a busy day. 
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Toya Hamilton Holmes - PACT Team D - Toya went out of her way to facilitate follow-up appointments at the 
very end of the day for a very ill Veteran.  She facilitated cab ride fare home, provided upbeat reassurance about his 
health situation and escorted him everywhere he needed to be so nothing fell through the cracks. - Toya consistently 
provides very compassionate and comprehensive care to our Veterans. 

Deann Balough - Lab - Miss Balough hats off to you Madam.  You work a full time job and every day you come to 
the CLC for at least 3 hours after work to help us while taking care of your husband.  You are always very positive 
despite all the hard work and all the hardship.  Once again: Hats off to you!! 

Lakira Wilbourn - Always handles requests in a very timely manner.  This past month she went over and above 
when she assisted one of my patients who was having trouble receiving necessary services at an out of state VA. Al-
ways appreciate her efforts! 

Talley - VCRRC - Mr. Talley did assist a Vet in providing nourishment and encouraging words.  The Veteran was 
very appreciative and wanted Mr. Talley to know he is doing a great job!! - According to the Veteran Mr. Talley went 
out of his way - above and beyond what he is expected to do.  Veteran did not leave name. 

VCRRC - Every day is a great day at the VCRRC. 

Brian Webler - Primary Care - Mr. Webler is always pleasant, effective, caring and can defuse the most belligerent, 
angry client with his listening techniques, genuine empathy and communication skills.   He has extended himself, 
his time in accompanying Veterans, staying with them, talk to them while they are waiting for medications to be 
released by Pharmacy or rides arranged to take them home.  Mr. Webler is humble in accepting praise for his ef-
forts. 

Gloria Howze - VCRRC - Suicidal Veteran safely transported by Taylor Police to hospital ER for psychiatric emer-
gency.  Veteran is in a safe environment now. - Gloria Howze was able to do this during after-hours. 

Larry Kowalski - Engineering - Larry spent a lot of time reviewing the many customer service modules in TMS.  He 
provided suggestions to other VA supervisors to assist them in selecting customer service modules in a more timely 
manner.  His efforts help streamline this important topic for many others. 

Steve Littrell - When he was stocking A5 Surg I could always find everything I needed.  Supplies could ALWAYS 
be found in the right place.  If I needed anything that he didn't normally stock he would find it and bring it to the 
unit.  His service to the nursing staff and the Veterans is exceptional. 

Tonya Collins - On the National Pressure Ulcer Prevention Day she came in on her own time to help.  This in-
cluded rounding and teaching on all units about pressure ulcer prevention. 

Dionne Wallace - A4 Med - On the National Pressure Ulcer Prevention Day she came in on her own time to help. 
This included rounding and teaching on all units about pressure ulcer prevention. 

Dave Hathcox, Ed Sowa and Rodney Lewis - Warehouse - The audiology department was having great difficulty 
with setting up a UPS regular pick up time.  Writer spoke with the warehouse staff and they came up with a way to 
arrange daily pick-ups in audiology.   They made a point of stressing that providing excellent care to the Veterans is 
everyone's responsibility and they would be more than happy to help out as not to delay care to the Veterans as well 
as provide assistance to their fellow employees. 

Kevin Wiewiura - System Redesign - I was in need of info on missed ops over FYS.  I contacted Kevin and within 
a short amount of time he created a tab on the sharepoint so this info could be easily obtained not only for myself 
but other depts as well.  Kevin is a highly professional employee who is very pleasant to work with. 

Marc Czygan - Comp & Pen - Since Marc started at the Detroit VA his contributions to the work unit have been 
tremendous.  His organizational skills are off the chart with how he was able to manage the room where the c-files 
are stored.  In addition he takes great pride and ownership of ensuring the c-files reach the clinics that need them.  
Audiology has definitely seen a significant reduction in opinion only claims due to this practice. 

Latrese Williams - A3S - Having a loved one in the hospital is stressful.  Latrice took great care of my man and ex-
plained everything that was going on to us both.  She was professional and very caring.  And always had a smile!  
Top of the line employee. 

Instances of Excellence 


